Governors
Customer
Service |Initiative

L

CHANGING

Maryland
for the Better

Larry Hogan, Governor ¢ Boyd Rutherford, Lt. Governor



Governor’s Customer Service Initiati“‘

THE CUSTOMER SERVICE PROMISE

The State of Maryland pledges to provide

constituents, businesses, customers, and stakeholders

with services in the following manner:

and have a positive attitude and passion for what we do.

and anticipate your needs.

Accurate and Consistent: We will always aim for 100%
accuracy, and be consistent in how we interpret and
implement state policies and procedures.

improve access to information and resources.

Truthful and Transparent: We will advance a culture of

honesty, clarity and trust.
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Friendly and Courteous: We will be helpful and supportive

Timely and Responsive: We will be proactive, take initiative,

Accessible and Convenient: We will continue to simplify and
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Governor’s Customer Service In

A New Standard

When our administration launched our Customer Servig
Initiative in June of 2016, our goal was to set a new
standard across state agencies and change the culture
throughout government to improve services for all
citizens.

Marylanders expect the best possible customer service
from their state government, and that is exactly what
they deserve. With the launch of our statewide Customg
Service Initiative, we are warlg to continually improve
state agencies and give our workforce the leadership, tf
training, and tools they need to be successful.

Our primary objective was for each state agency to cred
a customer service improvement plan reflective of the
specific srvices they provide to Marylanders. Plans included initiatives surrounding team training and
recognition, peronrrAnavngevmeasures, and the collection of customer feedback. And all improvement
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State government to be:

6 Friendly and Courteous

6 Timely and Responsive

6 Accurate and Consistent

0 Accessible and Convenient
6 Truthful and Transparent
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monitoring its success, and providing our administration with an annual review of the progress made at

each agency. This report outlines our collective accomplishments over the past year, and we are proud

to share this success story withrozustomers; the constituents, businesses, and stakelesilof this

great state. Agenegpecific details can also be found on their respective websites.

Special thanks go to the members of the Workgroup for their diligent“efforts, including Chair Gregory
5SNBIFNISEX A0S / KFEANI wkyRFEfEf bAE2YyS A0S / KFANI ail
Performance Improvement for compiling the data and stories that define these initial achievements.

But stay tuned, because with this new standardin@lS ¢ SQNB 2dzad 3ISGaGAy3a adl NI

e

Larry Hogan
Governor



The Voice of the Customer

Before the Hogan Administration took office, the measurement of customer satisfaction with state
services and agencies was anecdotal at best. Several agencies hamhvih@irogramspecific surveys,

but the state as a whole had not analyzed overall satisfaction. Governor Larry Hogan and Lt. Governor
Boyd Rutherford made it a priority to initiate this performance metric so that success could be
measured moving forward.

After agencies drafted and initiated their improvement plans in the autumn of 2016, a simple three
guestion online survey was created, which went live in January of 2017. The survey was designed to
gauge constituent satisfaction with services they receivethfthe state. Links to the survey were made
available on agency websites, in the signature block of state team membeilg, and from the
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i\l4] THE CUSTOMER SERVICE PROMISE
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CHANGING The State of Maryland pledges to provide constituents, businesses,
M‘;};}"}gﬁ}_ﬂ_) customers, and stakeholders with services in the following manner:
Friendly and Courteous: Timely and Responsive: Accurate and Consistent: Accessible and Convenient:  Truthful and Transparent:
We will be helpful and We will be proactive, We will always aim for We will continue to simplify We will advance a culture
supportive and have a take initiative, and 100% accuracy, and be and improve access to of honesty, clarity and trust.
positive attitude and anticipate your needs. consistent in how we information and resources.
passion for what we do. interpret and implement
state policies and
procedures.

Help us serve you better by completing this Customer Satisfaction Survey.

Overall, how satisfied are you with the customer service provided@red)*
Very  Somewhat Somewhat
Satisfied Satisfied Neutral Dissatisfied Very Dissatisfied

o o o o o

Please rate our customer service on the following attributeguired)*
Very  Somewhat Somewhat
Satisfied Satisfied Neutral Dissatisfied Very Dissatisfiec

Friendly and Courteous
Timelyand Responsive
Accurate and Consistent
Accessible and Convenier
Truthful and Transparent

Q0000
Q0000
Q0000
Q0000
Q0000

Reason for your contact with the state:

Comments/suggestions about our service:


http://www.maryland.gov/pages/customerservice.aspx
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, The survey has seen sustained engagement, gathering
drhe document | needed almost 10,700 constituent responses from January through
was emailed back to me June of 2017. In addition, nearly 400 responses were
submitted by state workers about their interactions with
faster than | ever thought other state agencies. All told, thisnounted to just over
ossible! The folks in this 11,000 survey submissions in thissimnth period; well on
P ) ) pace to break the 20,000 survey mark before the end of
office really have their 2017.
Survey volume has been consistently high wee&rweek,
|
act together. Thank you with the largest week bringing in 660 constituent surveys.
to them allle Even the the lowestolume week saw over 300 constituent
submissions.

Seven agencgereceived over 800 surveys each between January and June, 2017: Labor (1,312); Human
Services (1,289); Transportation (1,113); Education (1,164); Health (1,029); Natural Resources (871); and
Environment (868). These seven agencies represent over 70% sfithey responses collected. Of the

other participating agencies, 14 received between 100 and 300 responses, while the remaining
organizations were rated by constituents between one and 80 times.
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81.2% in the first quarter of 2017, rising to 82.1% in the second quarter, for a total overall rating of

81.7%. Of the 21 agencies that received more than 100 survey responses, 14 of them had overall

satisfactim ratings above the total overall average. This includes Small, Minority, and Women Business

Affairs (96.1%); Emergency Management (95.1%); Housing and Community Development (93.2%);

Commerce (92.9%); Natural Resources (90.7%); Juvenile Services (83sé%smants and Taxation

(87.5%); Environment (86.3%); Labor (85.9%); Secretary of State (85.4%); Performance Improvement
(84.4%); Budget and Management (83.3%); Education (82.5%); and the Lottery and Gaming Control

Agency (82.0%).

Improvement in overall customer
satisfaction is apparent across the 0 .
agencies. Statewide, overall satisfaction L 9vaonst|tu%ntA o , Total
increased from 81.2% satisfied in the first (WS a LIZ Y RSy ua a{
quarter to 82.1% in the second quarter,a | Jan. 1, 2017 Jun. 30, 2017

inc_rease of aImos'F a f_uII percentage point Overall Satisfaction 81.7%

while also increasing in the number of - -

responses. Individually, 16 of the 37 Satisfaction by Customer

participating agencies saw increases in Service Promise Attribute

their second quarter rating of overall Friendly and Courteous 84.2%

customer service over their first quarter Timelv and Res - 82 6%

scores. Yy ponsive .00
Accurate and Consistent 81.7%

When &ked to rate the service provided Accessible an€onvenient | 82.0%

by the state based on the five attributes
ALISOATASR Ay (KS D:
Service Promise, constituent satisfaction

Truthful and Transparent | 81.7%




with the individual values was equally as high, if not higher, than the overall satisfaction score.

As with overall satisfaction, ratings for the second quarter improved for each Customer Service Promise
attribute over the first quarter.

In addition to the numeric satisfaction data collected by the survey, agencies also receive valuable
insight on thér performance via the comments included with the responses. Whether the comment is a
compliment about the service provided by an individual agency team member, a complaint about a
particular process, or a request for assistance, each comment is revigntbe intended agency. Then,
follow-up action is taken as necessary.
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the status of agency interactions to ensure that citizens are receiving a response to their comments as
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Customer Service Surveybsuission, the average response time is just over five days.

Customer Experience Success Stories

Improving customer experience means looking at procedures from multiple perspectives. For example,
by improving business processes we are able to reduce the time it takes to process applications,
licenses, and permits. State agencies are using provenmpegfce and process improvement

techniques such as Lean Management to eliminate waste, remove bottlenecks in transaction processing,
and to reduce errors and reork.

Agencies are also delivering more solutions online so that information and transacéionse
completed ondemand 24 hours a day, 7 days a week, 365 days a year.

Here are some of our success stories.

At the Maryland Department of Housing and Community Development
improving the customer experience included moving applications from
paper  online so that business owners and municipalities can easily apply
for the Neighborhood BusinessWorks program and the Local Government
Infrastructure Financing program. The Neighborhood Revitalization
program also automated its customéacing grants sysm so that

hundreds of users can now submit payment requests and tax credit
certifications online.

Also, programs like the Maryland Mortgage SmartBuy program improves the customer experience by
supporting Marylanders with student loan debt to make hawaership a reality.
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Whether it is an entrepreneur trying to start a
MARYLAND ss business, or a corporation in existence for decades,
BUSI N ESSHP ﬂ[ the Maryland Department of Assessments and
Taxationmaintains the paperwork that allows
businesses to operate in Maryland. Two yg&eago, most charter filing transactions were completed by
mail or inperson. If a customer wanted to start a business or reserve a trade name in Maryland, they

had to wait 10 weeks while paperwork was processed. After a business owner filed their annual
Peasonal Property Return, they had to wait 14 weeks for assessors to review the submission.

Today, thanks to a strong push to improve the customer experience, Maryland Business Express, an

award winning online platform, is available for filing businegsepaork and requesting documents

online. More than half of all documents are now filed online, 40% are performed outside of normal

business hours, and 1 in 5 users access Maryland Business Express on a mobile device. The time to

process document copy regses has been reduced from 10 weeks to 5 weeks; business formation

processing has been reduced from 10 weeks to 4 weeks; trade name processing times have been

reduced from 10 weeks to 48 hours; the time it takes to process business filings decreased ttays 57

in 2015 to 28 days; and the average wait times at the Customer Service Counter has decreased from 45
YAydziSa G2 tSaa GKFy onX LXdza GKSNB Aa y2 o6l AG (A
always available to interact with waik customers.

At the Maryland Department of Transportation
the best way to serve its customers is to offer Maryland’s website for ALL of your travel needs.
online, onrdemand options to conduct business

find what you're looking for in one convenient site.
with increasing emphasis on customer w »
Sy3Ir3asSySyid GKNRdIzAK Y2 = )
new OneStopShowas created to make it easie oNew!
. . E | AV COTHARYLAND DEPARTMENT OF TRANSPORTATION,
to purchase an ¥ Pass, register a vehicle, buy ONE SHOP
or reload a CharmCard (a rechargeable smart | —

fare transit card), obtain a hauling permit, and
more. Even when a personal visit to an MDOT
office is needed, innovations in custemservice
can expedite the process. For example,
customers can make appointments to go into a
Motor Vehicle Administration branch office and
will be seen within 15 minutes of their
appointment time.

mdotonestopshop maryland gov

TheMaryland Department of Healthis also
improving he customer experience from multiple
MARYLAND perspectives. In January 2017, the Medicaid
Depar tment Of Health program implemented an online claims submission
process. Prior to this, healthcare providers
typically submitted paper claims, resulting in-8 nonth time lag before claimsere processed. As a
NEBadzZ 0§ 2F GKS ySg LINRPOSadazr LINPOARSNA FFNB lFofS (2
eMedicaid Portal. Claims entered before 3pm Monday through Friday are processed the same day and
paid within the same week. Since Janyding Department has processed more than 88,000 claims.
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TheMaryland Department of the Environmenis improving the customer

experience with solutions like the ePayments Portal that allows customers to

pay invoices online, replacing paper processes. National Pollutant

Discharge Elimination System now offers online submission and payment for
Stormwater Discharge Permits associated with General Construction Activities.

4§ The Water Supply Information and Permitting System is also now online
‘ enabled for he approval of water appropriation permit applications, and the

subsequent monitoring of performance compliance. Users can easily check the

status of permit applications. The Department is now also modernizing its Electronic Permit Tracking
System to impree the customer experience.

- MARY L AN ) Oneway that theMaryland Department of Juvenile Services
improving the customer experience is by continually listening to

WQ De pa.rt me I"l!.' of its customers to enhance the user experience and ease of

Juvenile Services accessibility of its websiteFor example, in response to
Successiul Youth « Strong Leaders « Safer Communities  INQuiries from families, the Department website has a page that
provides the menus and food for the month for each of its 13
secure facilities so that families can have confidence their kids are receiving balanced meals while in
detention.

In FY 2018, Juvenile Services plans to launch a family engagement page whicvigd!important
information about the department and the juvenile justice process, including an events calendar page to
display events at each facility where families can participate in family engagement events with the
5SLI NIYSyiQa &2dziKo

STATE OF MARYLAND At the Maryland Department of Labor, Licensing and Regulation
EP@D L L R improving the customer experience includes innovative programs

like Maryland Apprenticeship 2.0. Through the passage of House Bill
DepaRTMENT OF LABOR, LicensivG anp Recuiation 467 ¢ Providing Our Workers Education and Readiness (POYVER)
Apprenticét KA LJ | O X GKS 5SLINIYSYydiQa 5A0AaAz2y 2F 22N) T2
Maryland Apprenticeship and Training Program (MATP). Apprenticeships combine supervised,
structured, onthe-job training and related technical instruction to teaghpaentices the skills necessary
to succeed in a specific occupation. The apprentice worksirfudl and receives training for a sponsoring
organization. As the apprentice completes training and demonstrates skills mastery, the percentage of
'y LILINBgE indreaeSuitil the apprentice completes the program and then makes the
22dzNYy SeLISNE2YyQa ¢l 3Sd ¢KSNBE INB 20SNJ Hon NBIAAGSN
apprentices.
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Timely Responsiveness

Timely and efficient responsiveness is a baalbrark of providing good customer service, with the

understanding that responding to a customer inquiry in a timely manner does not mean the same thing

in every instance. Timeliness is determined by both the process in question as well as any regulatory
guidance. Completing a background investigation is not held to the same timeline as acknowledging an

e-mail. The common thread, though, is meeting the expectation that was set for the customer. A

number of state agencies and departments have establish&iMi/ | £ NXzZ Sa & aol aA0é
guidelines. Responding to social media messages within 24 hours is relatively common, though some
agencies far exceed that expectation. Standard business practices in many agencies requireditst e

telephone mesages, and written correspondence be replied to withirg2@8 hours. But there are

GAYS&a 6KSy NBaz2t@Ay3a Iy AdadzsS gAGKAY ny K2dzZNB aiyY
Department of General Services requires that all inquiriesest lbeacknowledgedy email or phone

within 24 hours, even if no final resolution is achieved at that time, to provide the customer with the

knowledge that their question was received and is being addressed, as opposed to being left to wonder

if they hadeven been heard.

14 I 4 4 P~ oo
Process changes can lead to significant reductions in the o a_ uKs L‘]N‘B a A
amount of time it takes to resolve a problem or complete a  Franklin Square Medical

customer request. At the Department of Housing and Center, let me cIearIy state
Community Development, the staff in thastomer service h . dih b
division were all crosgained and given access to the ow Impresse ave been

customer service phone line and the general customer servic with the customer focus
e-mail inbox. This change now allows all of the customer from DBM. It shows how the
service staff; not just the telephone operatorg to assist with o ) ]

phone calls during periods of high call volume, as well as to Hogan Administration is
more quickly attend to incoming-enail requests. The living up to its Customer
Maryland Department of the Environment used a performant . . .
improvement system to streamline its Lead Rental Registry Service Promise. This is
system. The result of tharoject eliminated a three week long another example of good
backlog of responses to customers and reduced the timeto 3 2 5 § NY Y S Y i AY
respond to new inquiries to 24 hours or less.

Hours of Operation

In order for the state to meet the needs of its customers, services need to be offetmdestwhich are
O2y@SyASylt G2 GKS dzaSNX !'a LINI 2F GKS D2@SNYy2NRa
review their hours of operation to better align service hours with the availability of their customers.

While standard office hours remadd largely consistent, other accommodations were made by agencies

to bring services to the constituents on their time.

At the Maryland Environmental Services, a number of employees are provided with cell phones so they
can be contacted outside of thamormal work hours if needed. Additionally, many employees work
outside of normal business houtsither on-call or even orsite ¢ to meet customer needs. The
Department of Juvenile Services keeps their community offices open late on certain days toitheet w
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families in order to accommodate work and ho#life schedules. This happens on both amesded

basis and, as in the case of Wednesdays at their Baltimore City offices, as part of a regular schedule.

The ultimate goal is to make services availablelemand. By

moving processes online, the customer is able to complete thei ald gl a a? )
transactions with the state when they want, no longer be able to Speak to a
constrained by complications such as office hours, remote

locations, and trasportation issues. Agencies such as the person that cared about

Department of Housing and Community Development, the ;
Maryland State Police, the Department of Human Services, the yOUrissues. Your

Maryland Energy Administration moved a number of their customer service is

program applications online. At the DepartmeagftAssessments AR XA A - ,

and Taxation, 40% of the transactions on the online Maryland SEOSt S )/ UHe
.dzaAySaa 9ELINB&a LXFGF2NY P N_ . _ . _ . . ____ RS 2
business hours, and one in five users access Business Express on a

mobile device. The Department of Transportatiorated an online onatop shop to bring together the

most popular customer service needs from across their transportation business units. The Department

of Labor, Licensing, and Regulation is exploring a similar licensirgjamehop concept for

implementationin the near future.

Embracing the shift to mobile technologies, the Maryland Lottery and Gaming Control Agency has
created mobile apps that allow users to check their scratiftickets for winners, create a digital

lottery ticket that can then be scanned at tiheetail location of choice to purchase an actual lottery

ticket, find the latest winning lottery number, view Keno and Racetrax game winners, and more. In fiscal
year 2017, these Lottery apps were downloaded almost 320,000 times.

Connecting Online & Aong Social

Ly (G2RIFI&Qa Y2RSNY |3Ss AYyF2NXIGA2Yy A& akKkNBR G
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updates can be pushed to those whost need itwheneverthey need it. The use of websites and social
media now allow state agencies to communicate directly and immediately via rich, interactive media.

Every state agency has a website. Combined, those webpages were viewed over 47 mékoin fiscal

year 2017. While the websites vary in content from agency to agency, each is intended to provide the

public with information and resources. Contact information, published reports, datasets; these are

common among the agency websites. A numblkesigencies offer very interactive services via their sites.

While not every service or process is available online, the option to complete an application online is

becoming more and more common across state websites. Whether it is the ability to reneNyoR NA @S NI &
tA0SyasS OAlF GKS az2id2N) +SKAOES | RYAYA&UNY GA2Y Q48 685
bl GdzNF f wS&az2dz2NOSaQ 2yftAyS /2YLI) aa aAaasSsz 2FFSNRAy3
the goal.

Customized reporting and daboards provide usetdriven, realtime reporting options for interested

LI NI ASad ¢KS alNBflFyR {(F3S 5SLINIYSYyld 2F 9R
2F ISFHfGKQa +«AGFE {dFGAAGAOa 2y deémgnd reposting Shatisl OS
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Child WelBeing Scorecards. The Scorecards include performance measures that are populated with

data not just from state agencies, taiso from Local Management Boarglsounty and municipal
entities partnered with the state to provide services beyond what either could do alone.
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Faebook and Twitter to broadcast information on at least a sesgular basis. These stories reach the

over 740,000 followers of state

agencies and departments on

Facebook, and over 345,000

Twitter followers.

Some agencies have a set of
minimum standardsdr social
media use; for example Maryland
Environmental Services reports
that they have established a
minimum for themselves to post
on Facebook at least five times
each week. Other agencies post
2N G6SShG 2y +y dala y
schedule, but make a concerted
point of responding to messages
received via their social media
accounts within a very short timeframe. The Department of Housing and Community Development
reports that they typically respond to messages to their Facebook page within seven minutes.

TheMaB t YR 9YSNHSyOé al yl3SySyd ! 3SyoOé& NBOSAYSR | 4
responding to 90% of messages in less than five minutes. MEMA became the first state emergency
management agency in the nation to join Nextdoor, a private social n&tihat allows them to target

information with communities by geography. This gets timely preparedness and alert information

directly to the residents who need it.

At the Maryland Department of Commerce, Development Counsellors International (DCI), ag agen

that specializes in marketing locations for tourism and economic development, recently released its
analysis of all 50 state economic development agencies and their social media presence and following.
DCI tracked social media activity for amsignth period and monitored number of followers,

engagement and reach across Twitter, Facebook, YouTube and Instagram. In their report of findings, DCI
ranked Maryland as the #5 state for overall social activity and #2 for Twitter (Activity on LinkedIn was

not avalable for their analysis).

¢CKS D2@SNYy2NRA /dzaG2YSN) { SNBAOS LYAGAIFGAGS LINE YL
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17,000 and Twitter followes by 8,300. The Department of Human Services more than doubled their

Twitter followers, as did the Maryland Department of Transportation, who also tripled their number of
Ch0S0221 & FTotfercyghirnartadditidng t8 thehsocial media outlets usgdagencies include

Instagram, Snapchat, and LinkedIn.
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